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Seniies Lavel Agreement MAY JUN JUL AUG SEP OCT NOV DEC JAN FEB MAR APR MAY
07 07 07 07 07 07 07 07 08 08 08 08 08
CRITICAL SERVICE LEVEL
Severity 1 Trouble SLA Status
Repair SLA Incident Count 1 1 0 0 1 4 2 0 2 0 0 4 1
Missed Tickets 0 0 0 0 0 1 0 0 0 0 0 0 0
Metric* -7.63 -7.11 0.00 0.00 -3.55 | -19.75] -9.11 0.00 -2.91 0.00 0.00 | -12.97] --3.75
Severity 2 Trouble SLA Status
Repair SLA Incident Count 11 12 6 12 25 19 17 9 12 11 12 10 8
Missed Tickets 1 0 0 0 2 1 0 1 2 0 0 1 0
Metric* -42.15] -51.97 | -24.52 | -45.36 |-118.50] -85.61 | -80.45 ] -31.11] -41.24 ] -55.41 | -54.66 ] -28.04 | -40.94
Chronic Problems SLA Status
Incident Count 0 0 0 0 0 0 0 0 0 0 0 0 1
Severity 3 Trouble Incident Count** X X X X X X X X 482 440 431 498 440
Response SLA Missed Tickets** X X X X X X X X 11 7 5 3 2
Total SLA Credits $1,100] $700 | $500 | $300 | $200
Seats by Month 39,432 39,373 39,427] 39,659 39,615] 39,624 ] 39,583 40,138 ] 40,321 ] 40,269 40,407 | 40,448 40,583

Notes:

- Green means met SLA, Red means missed SLA and service credit paid.

- (*) Metric shows the number of hours above or below the SLA limit (i.e., a negative number implies time to spare, a positive

number implies time exceeding the limit).
- (**) SLA not reported, issue resolved throuah settlement aareement.
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